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Abstract

This research aims to (1) study the components of a virtual polyclinic service
system on a mobile application, (2) develop and analyze a service system on a business
canvas model, and (3) evaluate a virtual polyclinic service system on a mobile application in
Surat Thani Province.

This research was a mixed method research. The study population was healthcare
professionals who were the stakeholders of a virtual polyclinic system on a mobile application
according to the specified criteria. The 15 samples were divided into five groups
including: seven hospital management executives, one medical doctor in a clinical laboratory,
three physicians who own a clinic/X-ray center, one marking pharmacist, and three program
developers and project managers. Another population was 840,563 social medial users in
Surat Thani Province. The sample size was determined by using Taro Yamane Table, and
obtained the sample size of 400 persons. The research instrument was a semi-structured
interview form and online questionnaires. The statistic method used for analyzing the
quantitative data were frequency, percentage, mean, standard deviation. Qualitative data
were analyzed using inductive reasoning and typological analysis.

The results of the study revealed that (1) the virtual polyclinic ona mobile
application had three main components: registration, service system activities, and payment.
The service system was also divided into the main activities and the auxiliary activities of
the service system. (2) Analysis of the virtual polyclinic service system on the Business
Model consisted of nine components including: value proposition, customer relationship,
channel, customer, business activities, key resources, partners, cost structure, revenue
generation and benefits. (3) For evaluation of a virtual polyclinic service system on a mobile
application, there were 360 questionnaires that could be used in this study, representing 90
percent of the total number of questionnaires. Respondents evaluated an overview of the
system at the highest level. Service flows process, system availability, outcome, quality,
data privacy and responsiveness of the service system were at the highest level respectively.
Opinions on all available medical activities and physical examination with video call,
together with linking of blood test results and X-rays, making the diagnosis more
accurate; were at a high level.

Keywords: Virtual Polyclinic, Business Model Canvas, Mobile Application, Surat Thani
Province
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4. VIGHYANNMAKII (Expectancy Theory) tazmaLlszliuasmwiams (Service Quality)

4.1 NYUHANNMAKII (Expectancy Theory)
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Determinants
of
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3. Competence
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9. Tangibles Service
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Knowing the
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